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At Lines 831-836 on Page 31, Ms. Alexander asserts that "application 

the Draft Rule in a future utility environment that pelmits remote disconnections ... is likely to 

result in all increase in disconnections of service" Please identify the bases on which Ms. 

Alexander made this assertion and provide all documentation and information that she relied 

upon to make this assertion. 

Response: Based on Ms. Alexander's more than 20 years experience in consumer 

protection and utility regulation, a utility rarely disconnects every residence that is eligible for 

disconnection of service. This is due in part to limitations of personnel resources and due in p3l1 

to the forbearance of disconnection as a result ofa field premise visit. When a utility is not 

required to conduct a field premise visit, schedule the use of utility vehicles, and rely on 

limitations associated with manpower in the field, but can conduct disconnections remotely, the 

volume of disconnections are likely to increase. This is evident in California where PG&E's 

incidence of disconnection has increased with the installation of the new metering system and the 

use of remote disconnection for nonpayment. The following two articles discuss this concern 

and document the increase in disconnections for PG&E customers associated with the 

installation of advanced metering: 

Wall Street Journal Dec. 18,2009 

Utility Shutoffs Climb by 5% Despite Doubling of U.S. Aid By REBECCA SMITH The number 
of households that had their utility service disconnected for nonpayment rOse 5% in fiscal 2009, 
despite a doubling of federal emergency-bill assistance and lower utility rates in many parts of 
the country. 
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According to the National Energy Assistance Directors Association, some 4.3 million U.S. 
households were disconnected for nonpayment in fiscal year 2009, as federal assistance more 
than doubled to $5.1 billion. 
More than 8 million households got emergency-bill assistance in 2009, up nearly a third from the 
6.1 million in 2008. 
"The federal government is taking over more of the burden from utilities," said Mark Wolfe, 
director of the association, which includes state officials who distribute federal energy-assistance 
funds. He added that if the economy doesn't recover, nine million to 10 million households may 
seek aid in 20 I O. 
In California, utility regulators are conducting an inquiry into utility disconnections after an 
analysis showed an increase that some consumer advocates believe could rise further when 
utilities complete a program to install digital electric and gas meters throughout the state by 
2012. Advanced meters make it easier and less costly for utilities to turn service on or off. 
A survey conducted by the energy-assistance directors' group showed that the average household 
that had a utility-service shut off in 2009 owed $279 versus $253 a year earlier, said Mr. Wolfe. 
In addition, another 12.5 million households were at risk of losing service and owed utilities 
more than $3.4 billion, he said. 
On Wednesday, utility regulators in California conducted a hearing on the rise in disconnections, 
particularly in the territories of Southern California Edison, a unit of Edison International, and 
Pacific Gas and Electric Co., a unit ofPG&E Corp. In response to criticism, the utilities said they 
would suspend disconnections over the holidays until Jan. 4, giving regulators time to continue 
their analysis. 
Disconnections of low-income customers in California jumped 17.5% in 2009, according to an 
analysis by the Division of Ratepayer Advocates, the consumer advocacy arm of the California 
Public Utilities Commission. Poor households typically are disconnected more frequently. but 
the analysis found a growing gap between income groups with the poorest faring the worst. 
Some consumer advocates believe that advanced, digital meters could be playing a part because 
they allow utilities to manage service connections without having to roll a truck and crew to a 
location. Currently, only Pacific Gas and Electric is doing remote disconnections, according to 
the Public Utilities Commission. 
Southern California Edison, in its business case advocating deployment of advanced meters, said 
it disconnects late-paying customers owing as little as $30. but that sum could drop lower in the 
future with installation of more than five million digital meters in its territory. 
The utilities commission's consumer advocacy division said disconnections cost a typical 
California household $370 to $470 each time, because of food spoilage and higher deposits-
equal to twice an average bill -- required to restore service. The division asked the commission to 
give customers more payment flexibility. 

Write to Rebecca Smith at rebecca.smith@wsj.com Printed in The Wall Street Journal. page A6 
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Utility shut-offs soar for poor PG&E customers 

David R. Baker. Chronicle Staff Writer 

Friday. November 20, 2009 

The number oflow-income households cut off by Pacific Gas and Electric Co. after they fell 
behind on their utility bills jumped 75 percent this year, according to a state report released 
Thursday. 

For the 12 months that ended in August. 91.393 low-income households lost their utility service. 
compared with 52,202 in the previous 12-month period. Most soon paid to have service restored. 

The report. from a division of the California Public Utilities Commission, found that shut-offs 
increased throughout the state as the recession devastated home finances. 

But the increase has been most notable at San Francisco's PG&E. Statewide, the number of low
income homes that lost electric or gas service grew by 27.6 percent, the report found. The repOJ1 
examined data from California's big investor-owned utilities. and does not include the public 
utilities in Sacramento and Los Angeles. 

The report's authors aren't sure why the number of disconnected customers is growing so quickly 
at PG&E. compared with other utilities in the state. PG&E rate hikes last fall and this spring may 
have played a role. So may the utility's new SmartMeters. 

1. Wireless cutoff 

The advanced electricity and gas meters, being installed throughout Northern and Central 
California, allow PG&E to shut off service via a wireless signal, without sending an electrician 
to the home. The easier process may be leading to more shut-offs, said Dana Appling, director of 
the utility commission's Division of Ratepayer Advocates. which issued the report. 

"All they have to do is flip a switch." she said. adding that her division doesn't have solid proof 
that the meters are leading to more disconnections. 

"We can't tell with precision," she said. "We can only make an assumption." 

The advanced meters have already provoked an uproar among some PG&E customers who claim 
they aren't accurate, overstate energy usage and lead to higher bills. 
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PG&E spokesman Joe Molica said the process for shutting off SmartMeter customers follows the 
same basic timeline as it does for everyone else. Before terminating service, the utility mails the 
customer a IS-day notice, followed by a 48-hour notice. The company also tries to reach the 
customer by phone, he said. 

"That process does not change for the SmartMeters," Molica said. 

Molica also noted that the number of low-income households shut off by PG&E is still lower 
than the number disconnected by Southern California Edison, which serves fewer customers. 
That uti lity cut off III ,697 in the last 12-month period, up 21 percent from the previous year. 

Poor customers weren't the only people who lost utility service over unpaid bills. A total of 
818,042 California utility custOmers - of all income brackets - were shut off in the most recent 
12-month period, up 8.8 percent. PG&E's total hit 298,020, up 40 percent. 

2. Some want action 

Consumer advocates say that the rising number of disconnections throughout the state demands 
government action. The Utility Reform Network (TURN), a consumer watchdog group, asked 
the utilities commission earlier this year to begin a formal process of looking for ways to cut the 
number of shut-offs. The commission had been scheduled to vote today on a motion to reject 
TURN's request, but the vote has now been delayed. 

"These shut-off figures are really a reflection of the economy and how hard people are 
struggling," said Mark Toney, TURN's executive director. "This is the kind of evidence the 
(utilities commission) cannot turn a blind eye to." 

He, too, wondered if the SmartMeters could be contributing to an increase in disconnections. The 
old way of shutting off customers - scheduling an electrician to visit a home - cost the company 
money. 

"That gave the company an incentive to negotiate with people," Toney said. "With SmartMeters. 
you eliminate that cost. You take away that incentive for utilities to negotiate with customers." 

3. Power loss 

The number of low-income households in which utility service was shut off in the 12 months 
ending in August: 

Statewide: 271,829, up 27.6 percent 
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Southern California Edison: 111,697, up 21 percent 

San Diego Gas & Electric: 9,678, up 15 percent 

Source: California Public Utilities Commission, Division of Ratepayer Advocates 

E-mail David R. Baker at dbaker{aisfchronicle.colll. 

http://sfgate.com/cgi-bin/article.c2i?J'=/c/a/2009/11 f?O/MNEL I AN I07.DTL 

This article appeared on page A-I of the San Francisco Chronicle 
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